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METRO: REPORT CARD 
FOR AMERICA’S SUBWAY 

Tuesday, October 22, 2019 

HOUSE OF REPRESENTATIVES 
SUBCOMMITTEE ON GOVERNMENT OPERATIONS 

COMMITTEE ON OVERSIGHT AND REFORM 
Washington, D.C. 

The subcommittee met, pursuant to notice, at 2:09 p.m., in room 
2154, Rayburn Office Building, Hon. Gerald E. Connolly (chairman 
of the subcommittee) presiding. 

Present: Representatives Connolly, Norton, Sarbanes, Raskin, 
Massie, Grothman, Comer, and Steube. 

Also present: Representatives Hoyer, Wexton, and Trone. 
Mr. CONNOLLY. The subcommittee will come to order. 
Without objection, the chair is authorized to declare a recess of 

the committee at any time. 
The subcommittee is assessing the operations and management 

of the Washington Metropolitan Area Transit Authority Metrorail 
system. And before I recognize myself and the ranking for an open-
ing statement, we are graced to have the majority leader of the 
House of Representatives with us, and I want to defer to him for 
his opening remarks should he choose. 

Mr. HOYER. You are very kind, Mr. Chairman. Thank you very 
much. As you know, I have been working on the Metropolitan 
Transit system, and when I first ran for office in 1966, which is 
about when we started, Carlton Sickles was a candidate for Gov-
ernor. I ran on his ticket. He was one of the fathers, one of the par-
ents of the Metropolitan Transit System. Then when I came to 
Congress, I worked very closely with Frank Wolf to ensure that the 
system was completed. And I am pleased to be here. Thank you 
very much for your courtesy, Mr. Chairman. 

All of us continue to be deeply saddened, of course, by the loss 
of our colleague and friend, and a great American, and a great 
member of this body, Elijah Cummings. We worked closely together 
on so many things. I know that this committee mourns his loss 
deeply. 

I appreciate the opportunity to join the members of this sub-
committee today to ensure that Congress is conducting its proper 
oversight of the Metro system, which serves our Nation’s capital 
and the greater Washington region, part of which I obviously rep-
resent. I am proud to represent many of its suburban communities 
in Maryland, the district home to 62,000 Federal employees, many 
of whom rely on Metro to commute to their place of employment 
every day. Approximately one-third of Metro’s riders, of course, 
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during peak hours are Federal workers, and the majority of Metro-
rail stations serve Federal facilities, making the system a critical 
lifeline for our Nation’s government workers. 

So many of our predecessors with whom I have worked, in par-
ticular, Mr. Lehman from Florida who chairs the Appropriations 
Subcommittee on Transportation, viewed our subway system as 
America’s subway because not only because a lot of Federal work-
ers us it, but extraordinarily millions of tourists use our system as 
well. The efficient and responsive operations of our government de-
pends on ensuring that the Federal employees of the Greater 
Washington Metropolitan Area have a safe, reliable, and effective 
transit system. 

In the past few years, we have seen major improvements in safe-
ty and reliability, though, of course, there is much still to be done. 
I find it very reassuring that Mr. Wiedefeld, our leader, has been 
working closely with Raymond Jackson, the new president of the 
ATU Local, that they have been able to improve the relationship 
between WMATA and its workers. After all, both the administra-
tion and those who implement the policies on a daily basis are 
critically important in improving and maintaining safety in our 
system. I appreciate that very much, and I know riders will appre-
ciate it as well. 

Mr. Chairman, I was proud to work closely with Mr. Wiedefeld, 
and with the union, and with commuter advocates to introduce leg-
islation in 2017 with your partnership and others, Ms. Norton and 
others from our region, to provide congressional authorization for 
the Metro Safety Commission and to support its work. Safety for 
riders and employees must remain Metro’s No. 1 priority. That is 
why I am committed, Mr. Chairman, as I know you are, as I know 
Ms. Norton is, and I know the members of this committee on both 
sides of the aisle are committed to pursuing continued improve-
ments in safety and reliability. 

I thank the witnesses. Mr. Chairman, before you came in, I had 
the opportunity to say hello to them individually, and I thank them 
for coming here today to share an update with the subcommittee 
and with the Congress. I look forward to continuing to work with 
my colleagues, with Metro, with the workers union, and with rid-
ers’ advocates to ensure that Metro continues improving and can 
achieve the highest standards of safety and reliability. As you prob-
ably know, Mr. Chairman, the head of our transit system, Mr. 
Wiedefeld, was in Maryland for a long period of time and did an 
outstanding, extraordinary job there. I know Mr. Sarbanes knows 
that as well. But I thank you for this opportunity to be here at this 
important hearing. 

Mr. CONNOLLY. We thank the distinguished majority leader, and 
also just thank him for his consistent ongoing leadership and sup-
port for Metro. It has not been uncritical, but it has been essential, 
and he has helped educate our colleagues in Congress as to the fact 
that it isn’t just any transit system. It is the national capital tran-
sit system serving the capital of the free world. We have certain 
obligations to make sure that there is a partnership between this 
body and Metro, and Steny Hoyer has just been a pivotal figure in 
making sure that happens over the years. Thank you. 

Mr. HOYER. Thank you, Mr. Chairman. 
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Mr. CONNOLLY. The chair now recognizes himself for an opening 
statement. 

Today this subcommittee continues its oversight of WMATA. I 
say ‘‘continues’’ because this is an issue that Ranking Member 
Meadows championed when he was chairman of the subcommittee. 
Mr. Meadows convened hearings on WMATA in the wake of Carol 
Glover’s tragic death in the L’Enfant Plaza tunnel fire, after the 
East Falls Church derailment, and amidst crises in system leader-
ship, safety, and customer confidence. Mr. Meadows put the spot-
light of this subcommittee on WMATA against the backdrop of 
seemingly daily track fires and when all the lights were blinking 
red. 

I want to thank Mr. Meadows and my colleagues on the other 
side of the aisle for their bipartisan concern and commitment to 
making it better. Together we have been supportive of General 
Manger Paul Wiedefeld’s reforms to the system, including his ef-
forts to place a premium on safety and to combat a culture of medi-
ocrity by holding bad actors accountable and demanding better 
service to customers. 

Mr. Wiedefeld implemented the safe track blitz on safety im-
provements, led the effort to secure expanded maintenance hours, 
terminated track inspectors who falsified track inspection reports, 
and has increased annual capital investments. Some of these initia-
tives have not been popular, but these improvements coincide with 
increases in on-time performance, customer service ratings, and 
ridership, trends we must strive to continue. 

Despite improvements, areas of concern, including a recent train 
collision, remain. These lingering problems demand continued at-
tention. The newly certified Washington Metrorail Safety Commis-
sion was on the scene of a train collision near Farragut West ear-
lier this month. Congress was instrumental in establishing this 
new safety oversight body, and I was glad to help in leading that 
effort with Majority Leader Hoyer and others. I believe Barbara 
Mikulski played a key role in that, the senator, at the time, from 
Maryland, and, of course, the delegate, our colleague, Eleanor 
Holmes Norton from Washington, as well. 

WMATA is expected to take possession of the 23-mile Silver Line 
extension of Metro to Washington-Dulles and International Airport 
in late 2020. The OIG, the Office of Inspector General, however, re-
leased two management alerts raising concerns about construction 
deficiencies on the project, and warning of the extraordinary cost, 
maintenance, and operational issues that would arise if those con-
cerns were not properly addressed. We cannot allow shoddy con-
struction by cost-cutting contractors to saddle Metro and its rider-
ship with long-term costly maintenance problems. I know we are 
eager to hear how that is being resolved. That is not WMATA’s 
problem yet, but it is a problem unaddressed we otherwise inherit. 

Finally, WMATA recently underwent immense upheaval on its 
governing Board. Former Board chairman, Jack Evans, violated the 
public trust as well as the WMATA Board code of ethics, and has 
become a walking billboard for the ethically challenged. Mr. Mead-
ows and I, and Mr. Jordan, have acute concerns about the damage 
done by Mr. Evans and the Board’s mishandling of the ethics com-
plaints. The opacity of the Ethics Committee process and Mr. 
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Evans’ actions to threaten and intimidate WMATA staff, including 
the general counsel who was investigating his ethical behavior, did 
not inspire public confidence in the Board. We hope our witnesses 
can help the subcommittee and the public understand how new 
ethics reforms address these lapses so that they will not be allowed 
to recur. 

I believe the ranking member and I both appreciate how essen-
tial WMATA is to the operation of the Federal Government. In rec-
ognition of the special responsibility the Federal Government has 
to help America’s subway, my Republican predecessor and former 
chairman of this committee, Tom Davis, led the effort to secure 
dedicated Federal funding for WMATA. It was a Republican idea. 
And I do appreciate that this year’s budget request upholds this bi-
partisan and longstanding funding commitment. It is not often I 
find myself praising anything in the Trump budget, but in this one 
case, I do. They provided full funding for what we call PRIIA. 

The Passenger Rail Investment and Improvement Act of 2008 es-
tablished the successful Federal, state, and local partnership under 
which the Federal Government provides $150 million a year in cap-
ital funding, which is matched dollar for dollar by the three local 
compact members, Maryland, D.C., and Virginia. Without contin-
ued Federal participation, however, this successful capital funding 
stream would unravel, leaving a massive shortfall in WMATA’s 
budget and paralyzing this critical transit system. 

That is why I and other members of the D.C. area delegation— 
in fact, all of the other members of the D.C. delegation—introduced 
the Metro Accountability and Investment Act, or MAIA. The bill 
would authorize the $150 million in annual capital funding for 10 
more years, contingent on the local jurisdictions bringing in match-
ing dollars. But in addition to that capital funding, the Federal 
Government would for the first time provide $50 million a year for 
WMATA’s annual operating costs, $10 million of which would be 
provided to the Office of Inspector General for its functions. 

This is important because the Federal Government in one way is 
a free rider. We do not subsidize the operations of Metro. The com-
pact members do. We are, in fact, the only compact member—the 
Federal Government—that does not pay a subsidy for operations. 
This would begin a downpayment on the Federal Government actu-
ally being a full partner at the table. 

The $200 million in annual capital and operating funding author-
ized by MAIA would be conditional upon reforms that strength 
WMATA oversight. For example, Metro would be required to pro-
vide the inspector general with independent budget, procurement, 
and hiring authorities, making independent legal advice available 
to the OIG, and improving transparency of corrective actions. The 
OIG and any organization has to be pure as the driven snow, and 
the reforms outlined in MAIA would help ensure that the work of 
the IG is above reproach and independent of the transit system it 
oversees. 

It would authorize a second tranche of dedicated Federal capital 
funding subject to certain additional conditions, including safety 
and reliability certifications and improvements. Additionally, the 
bill would require local jurisdictions to keep their promises to esca-
late their contributions to WMATA capital costs. We should expect 
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the Federal Government to take commensurate steps while 
WMATA continues to improve system performance. 

We cannot afford a death spiral of disinvestment and declining 
service for a transit system that gets our Federal work force to 
work every day, and that serves the tens of millions of Americans 
and non-Americans who come to visit the Nation’s capital every 
year. We must use an incentive approach to invest in this essential 
transit system and hold the system accountable to providing safer 
and more reliable service. This subcommittee will continue to pro-
vide strict oversight of WMATA, and I want to thank, again, my 
ranking member, Mr. Meadows, and his stand-in, Mr. Grothman, 
for their support on a bipartisan basis. 

With that, I recognize the member for his opening statement. 
Mr. GROTHMAN. First of all, I would like to thank you for holding 

the hearing. I know we are off to a little bit of a low start here, 
so I am not going to go through my entire opening statement. I will 
just say one more time, this is maybe the first time this sub-
committee has met since Congressman Cummings passed away, so 
I give my condolences to the Cummings family. And without objec-
tion, I will submit the prepared opening statement to the record. 

Mr. GROTHMAN. I am glad that we all agree that you shouldn’t, 
and we look forward to talking about that we shouldn’t be using 
our public position to personally enrich ourselves. We are going to 
talk about that a little bit today, and I look forward to hearing 
from the other witnesses. So with that, I yield back. 

Mr. CONNOLLY. I thank my friend from Wisconsin, and I thank 
him for his kind remarks about the loss of our dear friend. He was 
very much loved on both sides of the aisle, and I know that he 
would say the work doesn’t stop, and you need to continue. Maybe 
that is the best way we honor the memory of Elijah Cummings. 

I see that our colleague from the 10th congressional District of 
Virginia, Ms. Wexton, has joined us. Thank you, Ms. Wexton. With-
out objection, the gentlelady is authorized to participate in today’s 
hearing fully. 

Hearing none, the chair now calls on the distinguished Congress-
woman from the District of Columbia, Ms. Norton, for five minutes 
for an opening statement. 

Ms. NORTON. Thank you very much, Mr. Chairman, and I echo 
your remarks on Mr. Cummings, who I am used to seeing sitting 
exactly where you are sitting today. 

You and I are in an unusual position because we are chairs 
equally. We are chairs of subcommittee which equally have juris-
diction over the Washington Metropolitan Transit System. I had 
been waiting to make sure that the appropriations came through, 
and I am pleased that the Senate and the House bills, as well as 
the President’s budget, do have that appropriation, which I think 
speaks volumes to the importance of WMATA. You in your capacity 
as chair of Government Operations, me in my capacity as chair of 
the Subcommittee on Highways and Transit, have a special obliga-
tion to Metro for the country, for this region, for our respective dis-
tricts, all of which are particularly dependent on Metro. 

Mr. Chairman, I would like to emphasize, because I think it is 
too seldom done, recent very encouraging developments at Metro. 
We have at Metro a declining ridership. That is true of these tran-
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sit systems across the country, but Metro is, again, attracting rid-
ers, and anybody who understands climate change or congestion in 
this region has go to applaud that. Metro has also implemented an 
extensive safety and maintenance work plan for which we are very 
grateful, and now has a very impressive weekday on-time perform-
ance of 90 percent. It is in the interest of the Federal Government 
to do all we can to keep spurring these important developments. 

The Washington Metro Safety Commission was also certified this 
year, allowing the Commission to take on direct oversight of safety 
at Metro in place of the Federal Government. All those improve-
ments, it seems to me, deserve the applause of this committee. For 
the chairman’s constituents and mine, of course, Metro ties to-
gether entire neighborhoods. 

But equally important, Metro has created a really irreplaceable 
transit network on which the Federal Government depends every 
day every bit as much as our constituents. You have heard the 
numbers. One-third of the peak commuters are Federal employees. 
Of course, I say the more the merrier to get traffic off the road. 
Over half of Metro stations serve Federal facilities, and look how 
important they are: the Pentagon, the Smithsonian, which is, of 
course, part of the tourist mecca for the Nation’s capital and the 
region, the Census Bureau. It serves the Internal Revenue Service, 
and, of course, the U.S. Capitol itself. Neither the Federal Govern-
ment nor the regional economy would be possible today without 
Metro. Perhaps there was a time, but no longer. 

Congress does have a duty to examine Metro’s operations to 
make sure that our dependency and the dependency of the region 
and that Nation is well placed. Mr. Chairman, though, we must not 
forget our ongoing obligation to hold Metro to the highest safety 
standards. We still mourn the loss of those injured and killed dur-
ing the Red Line crash of 2009 and the L’Enfant Plaza incident of 
2015, even more recently. Seven of the 9 who died in the Red Line 
crash were D.C. residents. Proper safety protocols and regular 
maintenance can help reduce the likelihood of such tragedies. In 
addition to considering operational safety, we must maintain vigi-
lance, and I would be remiss if I did not mention cybersecurity 
threats and the risk they pose to this system. 

I look forward to today’s testimony and very much appreciate our 
witnesses for coming forward, and you, Mr. Chairman, for holding 
this hearing. 

Mr. CONNOLLY. I thank the distinguished Congresswoman from 
the District of Columbia, and we continue to hope D.C. voting 
rights and statehood move forward. 

Ms. NORTON. Thank you, Mr. Chairman. 
Mr. CONNOLLY. Just a paid advertisement there. Now let me in-

troduce our panel. We have, of course, the general manager and 
chief executive of Metro, Paul Wiedefeld. Welcome, Mr. Wiedefeld. 
We have the new chair of the Metro Board, an old friend and col-
league from the city of Alexandria, Paul Smedberg. We have Geof-
frey Cherrington, who is the inspector general of the Washington 
Metropolitan Area Transit Authority. And finally Dr. David Mayer, 
who is the chief executive officer of the Washington Metrorail Safe-
ty Commission, the very commission a number of us played a role 
in trying to get established and up and running. 
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I would ask each of our witnesses to summarize their testimony. 
You have got five minutes, but you don’t need to read to us. We 
can listen as fast as you can speak. Mr. Wiedefeld. 

STATEMENT OF MR. WIEDEFELD, GENERAL MANAGER AND 
CHIEF EXECUTIVE OFFICER, WASHINGTON METROPOLITAN 
AREA TRANSIT AUTHORITY 

Mr. WIEDEFELD. Good afternoon, Chairs Connolly and Norton, 
members of the subcommittee, and members of the National Cap-
ital Area regional delegation. I am Paul Wiedefeld, general man-
ager and CEO of the Washington Metropolitan Area Transit Au-
thority, commonly referred to as ‘‘Metro,’’ and I thank you for the 
opportunity to testify today at this important oversight hearing of 
Metro. I also want to thank Chairs Connolly and Norton and the 
members from the National Capital regional delegation for their 
leadership in supporting dedicated Federal funding to Metro. 

As you know, as has been stated, Metro plays a critical role in 
the Capital Region, transporting roughly 1 million passengers a 
day, and as was mentioned, a third of those being Federal employ-
ees. Also important to note that if there were an emergency and 
we needed to evacuate the District, obviously Metro would play a 
large part in that as well. 

Since the last report to the committee, Metro is safer, it’s more 
reliable, and our financial house is in order. In terms of the safety 
of Metro, since Fiscal Year 2017, track infrastructure incidents, 
such as speed restrictions or derailments, are down 87 percent. 
Track electrical fires, insulator and cable fires are down 35 percent, 
and passenger offloads, one of the most frustrating things for our 
customers, are down 50 percent. And this summer, we successfully 
rebuilt crumbling and unsafe platforms at six stations south of 
Ronald Reagan National Airport, the most complex project we’ve 
done since the construction of the system. 

In terms of service reliability, reliability of the Metrorail is driv-
en by three factors. It is driven by the power and signaling system, 
meaning third rail cabling of the switches, and our track infra-
structure ties and running rail, and the rail cars themselves. We’ve 
implemented the agency’s first-ever preventive maintenance pro-
gram to achieve and maintain a state of good repair focusing on the 
power and track infrastructure. With regards to rail cars, more 
than half of our fleet is now comprised of the 7000 series cars that 
are five times more reliable than the older cars. 

By focusing on these areas, service reliability has improved sig-
nificantly. In 2019, Metrorail’s on-time performance reached its 
highest level in seven years. This increased reliability combined 
with customer service initiatives has resulted in Metrorail year- 
over-year ridership gains of nearly 30 percent compared to 2018. 

In terms of fiscal management, let me first give the committee 
some context on the size of the financial commitment to the Metro 
system and how it’s funded. Our current operating budget is just 
under $2 billion, funded entirely by the combination of local and 
state funds from the District of Columbia, Maryland, and Virginia. 
There are no Federal funds supporting the operating budget. The 
operating budget is managed very tightly, as we required, to man-
age the budget to no more than a 3-percent growth in the operating 
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subsidy from funding partners at the state and local level. This has 
resulted in management-related reductions totaling $186 million 
over the last three years, and is a constant focus on reducing costs 
and seeking means to increase revenues. 

Metro’s capital budget for Fiscal Year 2020 is just over $1.7 bil-
lion, with Federal funds accounting for roughly 29 percent of the 
budget at $500 million. This Federal funding comes from two 
sources. Approximately $350 million comes from Federal formula 
funds and grants, and $150 million comes from their PRIIA fund-
ing, as the chairman mentioned. It’s worth noting, again, that the 
$150 million in PRIIA funds is matched dollar for dollar by the 
state and local funds from the District, Maryland, and Virginia. 

Since we last met, Metro’s total capital program has grown sig-
nificantly as a result of state and local governments supporting 
passage of the dedicated funding for Metro that provides an addi-
tional $500 million dollars annually to meet the state of good re-
pair. To meet these critical safety and maintenance needs, our 
focus has been on delivering the increased capital program. I am 
pleased to report that in Fiscal Year 2019, 99 percent of the $1.5 
billion budget was delivered as compared to four years ago when 
the Authority was investing only 65 percent of what was requested. 
I’m also pleased to report that we just received another clean audit 
for Fiscal Year 2019. 

In closing, progress at Metro in the areas of safety, service reli-
ability, and fiscal management would never have been possible 
without the ongoing Federal support and the support of our juris-
dictional partners in Virginia, Maryland, and the District of Colum-
bia. So once again, I want to express our thanks for the bipartisan 
support of PRIIA and thank the Administration for including the 
funding in the President’s budget request for the last two years. 

Mr. Chairman, that concludes my remarks. 
Mr. CONNOLLY. Thank you. You are a model for us all. You had 

50 seconds left. Let’s see if our recovering politician can do equally 
as well. Mr. Smedberg, welcome. 

STATEMENT OF PAUL SMEDBERG, CHAIR, BOARD OF DIREC-
TORS, WASHINGTON METROPOLITAN AREA TRANSIT AU-
THORITY 

Mr. SMEDBERG. Good afternoon, Chairman Connolly, Congress-
man Grothman, subcommittee members, and members of the Na-
tional Capital regional delegation. I am Paul Smedberg, chairman 
of the Board of WMATA. I appreciate the opportunity to be today 
to discuss the Board’s goals and priorities. I also want to acknowl-
edge and thank the members of the National Capital regional dele-
gation for their unwavering support. 

It is truly an honor to have been elected chair of the Metro 
Board, and as I take on this new role, I am focused on the future, 
and I would like to highlight my priorities going forward: ethics re-
form, PRIIA funding, customer-focused improvements, Office of the 
Inspector General. 

First, I would like to address the recent actions of the WMATA 
Board as a followup to the ethics investigation into former Board 
chair, Jack Evans. Following the investigation and report to the 
WMATA Board Ethics Committee, we determined the matter was 
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resolved and no longer presented an issue under the ethics code as 
written at that time. But I and my colleagues on the Board recog-
nize that there was room for improvement and greater trans-
parency, and that is why my first priority as Board chair was to 
lead adoption of revised ethics codes soon after the Board’s August 
recess. 

On September 26, 2019, the Board unanimously adopted a re-
vised Board ethics code that strives to ensure greater transparency, 
accountability, and clarity. Some key changes include reported vio-
lations of Board or undisclosed conflicts of interest by a Board 
member will be referred to the WMATA inspector general for inves-
tigation. A written summary report of the investigation must be 
provided to the full Board. Determination of the Board, whether a 
violation or not, will be considered in public session, and the Board 
will vote on a written Board resolution regarding the investigation. 

There is no distinction between an actual and apparent conflict 
of interest, instead one definition requiring all conflicts to be simi-
larly addressed. A conflict of interest arises whenever a Board 
member’s ability to perform his or her duties fairly and objectively 
would be compromised. The amended annual disclosure form re-
quires additional reporting of, A, clients or vendors of a Board 
member, Board member’s employer, and, B, businesses or persons 
that a Board member or a household member provide services, 
such as legal, auditing, consulting, et cetera. This revised ethics 
code will provide all Metro stakeholders with the assurance that 
the Metro Board has in place an ethics code that will provide guid-
ance and transparency to current and future Board members. 

Second, authorization of Federal dedicated funding. As chairman 
of the Northern Virginia Transportation Commission, I worked 
closely with elected officials in Richmond to support the historic 
legislation providing $500 million in dedicated funding for 
WMATA. However, our funding work isn’t finished, and there is a 
lot at stake in terms of safe and reliable service now and in the 
future, and we need our Federal partners to recommit. As you 
know, the Federal Government depends on WMATA to get Federal 
employees to work, and to provide access to Federal agencies, and 
to support the Federal Government in times of an emergency. 

Customer-focused improvements. We will soon begin Metro’s Fis-
cal Year 2021 budget process, which will focus on continuing the 
work to make strategic investments in our capital program and 
support improved capital planning. Our policy decisions will focus 
on continuing the service reliability turnaround we are experi-
encing, and responsiveness to customers. The Board will consider 
fair policy that addresses the needs of the agency and maintains 
affordable fares. 

Last, Office of the Inspector General. In 2006, the Washington 
Metropolitan Area Transit Authority Board of directors established 
by resolution the Office of Inspector General. This independent of-
fice reports to the Board and replaced the Board of Audits and In-
spections that reported to the general manager. The inspector gen-
eral is the Authority’s lead for the review of WMATA’s operational 
integrity, prevention and detection of fraud and abuse within the 
administration. The Board has also paid close, careful attention to 
the provisions of the PRIIA bill led by Chairman Connolly. 
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Over the past two years, the new IG and the Board of directors 
have worked closely and collaboratively to strengthen and ensure 
the IG is operationally independent. Steady budget increases have 
been approved annually to facilitate better OIG work, including in-
creased staffing levels for special agents, criminal analysts, and fo-
rensic auditors. Exceptions to WMATA policies for the OIG are now 
permitted and are handled on a case-by-case basis where the OIG 
can demonstrate a bona fide business reason that would assist the 
effectiveness of the OIG. An attorney has been hired to provide 
legal advice to the OIG. This attorney reports directly to the IG, 
not WMATA’s general counsel or management. Separate office 
space has been created for the OIG staff outside the main head-
quarters building. The Board’s executive committee is responsible 
for oversight of the OIG’s work. The Board will continue to consult 
with the IG on the resources that he believes are necessary to 
strengthen the work of that office. 

And finally, Chairman Connolly, the Board is also looking for-
ward to providing policy guidance on longer-term issues in a num-
ber of areas, including technology advances, responses to climate 
change, and addressing the new regional mobility paradigm. 

Thank you for this opportunity to be with you here today. I will 
be pleased to answer your questions. 

Mr. CONNOLLY. Thank you, Chairman Smedberg. 
Mr. Cherrington? 

STATEMENT OF GEOFFREY CHERRINGTON, INSPECTOR GEN-
ERAL, WASHINGTON METROPOLITAN AREA TRANSIT AU-
THORITY 

Mr. CHERRINGTON. Chairman Connolly, Congressman Grothman, 
and distinguished members of the subcommittee, thank you for in-
viting me today to discuss the role of the OIG at WMATA. I’ve sub-
mitted a written statement and ask that it be entered into the 
record. 

Mr. CONNOLLY. Without objection. 
Mr. CHERRINGTON. Sir? 
Mr. CONNOLLY. Without objection. 
Mr. CHERRINGTON. Thank you, sir. The WMATA OIG is an inde-

pendent and objective unit that conducts and supervises audits, 
program evaluations, and investigations relating to WMATA’s ac-
tivities and detects and prevents fraud and abuse in WMATA ac-
tivities. It keeps the Board fully and currently informed about defi-
ciencies in WMATA activities along with the necessity for and 
progress of corrective action. 

As you know, the WMATA OIG is not a Federal OIG. We’re not 
covered by the provisions of the Inspector General Act of 1978, as 
amended. Our authority derives from the WMATA compact and the 
2006 resolution by the WMATA Board of directors. 

Before my appointment as WMATA inspector general, however, 
I had over 32 years of law enforcement experience, including a 
combat tour in the first Gulf War. Twenty-two of those years were 
in the Federal inspector general community where I held senior ex-
ecutive and investigative positions in the OIGs of the Departments 
of Defense, State, Agriculture, and the General Services Adminis-
tration. Since assuming office in April 2017, I have modeled the 



11 

WMATA OIG after the Federal inspectors general to the extent 
possible. 

I have been able in practice to operate independently of WMATA 
management, in most respects thanks to strong support from the 
current Board of directors, especially Chairman Paul Smedberg, 
and GM/CEO Paul Wiedefeld. As a result, my office has had some 
success in pursuing our top priorities of safety, cybersecurity, and 
procurement improvements in WMATA operations. At the same 
time, the only statutory provisions for WMATA IG are in the com-
pact. They’re very general. They would provide scant protection to 
IG independence and objectivity if a future Board or senior man-
agement were to alter their policies or practices regarding the IG. 

My written statement describes in more detail the key challenges 
facing my office in the area of statutory independence, in par-
ticular, regarding our lack of law enforcement authority, lack of 
procurement, hiring, and other administrative authorities, and lack 
of budgetary independence. Despite the challenges, we’ve achieved 
notable results in Fiscal Year 2019, identifying $36 million in ques-
tioned costs or funds put to better use, issuing 96 contract audit 
reports, finding $9-and-a-half million in possible savings, contrib-
uting to six criminal proceedings—four indictments, two convic-
tions—and issuing 11 reports of investigation, five management 
alerts and three management assistance reports. I’ve coordinated 
early on with Dr. Mayer and the Safety Commission, and we both 
have vowed to work together and collaborate on safety issues af-
fecting WMATA. 

That concludes my prepared remarks. I’d be happy to answer any 
questions. 

Mr. CONNOLLY. You are a star. Two minutes left. Whatever he 
wants, make sure he gets it. 

[Laughter.] 
Mr. CONNOLLY. Dr. Mayer? 

STATEMENT OF DAVID MAYER, Ph.D., CHIEF EXECUTIVE 
OFFICER, WASHINGTON METRORAIL SAFETY COMMISSION 

Mr. MAYER. Chairman Connolly, Ranking Member Meadows, 
Congressman Grothman, and members of the subcommittee, first, 
I want to express our condolences for the loss of Chairman Cum-
mings last week. Second, thank you for having the WMSC before 
you to testify, and thank you, all of you, who were instrumental in 
standing up the WMSC. Finally, I want to recognize WMATA for 
its willingness to work with the new safety oversight framework. 

I was managing director of the NTSB during the investigation of 
the Fort Totten collision. I’m well aware of the complexities of Met-
rorail and its importance to this region. I’m also a customer and 
personally depend on Metro. It’s as WMSC CEO and with that per-
spective that I appear before you today. 

I wish to briefly highlight some key points. We are the inde-
pendent state safety oversight agency, or SSOA, for Metrorail. In 
2012, Congress bolstered the requirements for transit oversight na-
tionwide, and in 2016, FTA regulatory action triggered a 2019 con-
gressional deadline for each state with a rail transit agency to es-
tablish a strengthened SSOA. As the new SSOA framework devel-
oped, it became apparent by the 2015 L’Enfant smoke event that 
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Metrorail faced urgent safety challenges. The investigation found 
many deficiencies, and the FTA took direct charge of safety over-
sight. 

In 2017, the region took steps to establish an independent SSOA 
and to respond to the issues raised by L’Enfant. Virginia, Mary-
land, and D.C. enacted identical legislation establishing the 
WMSC, which Congress ratified, granting the WMSC significant 
enforcement and access powers. The jurisdictions appointed com-
missioners who elected Christopher Hart as chair. I joined as CEO 
in 2018. In March 2019, the FTA officially certified our oversight 
program, returning the WMATA’s safety oversight to the region. 
We are fully up and running. The legislation provides extensive au-
thority, which we use to carry out six core functions that I’ll briefly 
touch on. 

We require WMATA to conduct thorough investigations of safety 
incidents. Ultimately, we own the investigations. If the reports 
meet our standards, our commissioners will adopt them. Otherwise, 
we require WMATA to resolve any issues. So far that process has 
worked. We’ve adopted 17 investigative reports of public meetings, 
which we’ve held monthly since March. We inspect tracks, and 
structures, and rail cars, and have carried out observations on 
trains and in the rail control center. We’ve undertaken 57 risk- 
based inspections since we were certified in March, pointing out de-
ficiencies and verifying fixes. 

We conduct safety audits. We expect to present our track audit 
findings in the coming weeks, and our second audit will focus on 
protecting track workers. In the months ahead, we’ll audit operator 
and controller performance, traction power, and even elevators and 
escalators. We oversee corrective action plans, or CAPs. When cer-
tified, we integrated 101 CAPs the FTA had been overseeing into 
our framework. Many predated the FTA’s assumption of safety of 
oversight. Since certification, we’ve found WMATA has taken ac-
ceptable action to warrant closure of 39 CAPs, and based on our 
own investigations, we’re issuing new findings that will necessitate 
some new CAPs. 

Like all our functions, transparency is critical. I’m happy to re-
port that as of today, our document with CAP updates, our CAP 
tracker, is now on our public website to help the public evaluate 
progress. We assess emergency preparedness. L’Enfant was a 
wakeup call that WMATA and its regional partners needed to im-
prove how they handled emergency response procedures, and it ap-
pears that WMATA has made significant strides through drills and 
exercises. 

Our last core function is safety certification of major capital 
projects. That means ensuring WMATA best uses safety engineer-
ing practices. This function will be carried on Silver Line Phase 2, 
where we provide a second set of eyes and will be part of the deci-
sion to open the extension. In carrying out other key tasks, we’ve 
built a tremendous relationship with WMATA’s inspector and have 
worked with his office on several matters. 

I’ll close with a mention of a collision that occurred on October 
7 at 12:54 a.m. Two eastbound trains that were not carrying pas-
sengers collided between Foggy Bottom and Farragut West. This 
incident highlights how we participate in investigations, our over-
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sight of CAPs, and our commitment to transparency. Of course the 
investigation is ongoing. 

We will continue our safety oversight efforts as I’ve detailed 
them today, and I look forward to keeping you informed and to 
your questions. Thank you. 

Mr. CONNOLLY. Thank you, Dr. Mayer. Thank you all so much 
for your testimony. I am going to yield my first five minutes of 
questioning to the gentleman from Maryland, Mr. Raskin, who has 
to be out of here by 3 o’clock. 

Mr. RASKIN. Mr. Chairman, thank you very much for your kind-
ness in doing that. Thank you all for your testimony. I will just 
preface my questions by saying I am a huge champion of the 
Metro. I was growing up here when it as built, and so I went to 
my first party on the Metro. I went to my first prom on the Metro. 
Had my first date on the Metro. I am somebody deeply invested in 
its success, and I want to bring it back to its glory days. 

Let me start with this question. It has been three years since 
Metro cut back to the nighttime hours from midnight to 11:30 on 
the weekdays and then 3 a.m. to, I think, it is 1 a.m. And I still 
hear from constituents who are working late, you know, hotels, res-
taurants in the thriving, you know, nighttime sector that we have 
now, for whom this is a problem. What is the timetable or schedule 
for getting back to the earlier nighttime hours, Mr. Wiedefeld? 

Mr. WIEDEFELD. Yes. Just to put it in context, that was in place 
to deal with preventive maintenance that we never did, so that was 
very important. We are making great progress. We will be pre-
paring our budget next month. We want to get back those hours 
as quickly as we can, but we cannot do it at the expense of keeping 
the system safe and keeping to that maintenance schedule that we 
need to have. So I am hoping to bring certain things to the table 
in our budget to start to bring back those hours because, again, 
that is what we want to do as quickly as we can and as quickly 
as it is safe to do it. 

Mr. RASKIN. Good. Mr. Chairman, you will recall that there was 
an effort at the hearing that Congressman Norton chaired for us 
on D.C. Statehood to essentially justify the disenfranchisement and 
nonrepresentation of people in Washington by virtue of alleged eth-
ics violations at WMATA, and potential political corruption by a 
D.C. councilman. And to my mind, this transparently political ar-
gument depends on theories of guilt by association, and collective 
guilt, and mass punishment that are totally antithetical to our no-
tions of individual responsibility and also democratic representa-
tion in government. 

Having said that, we have a responsibility to conduct oversight 
over WMATA, and the chair, Mr. Evans, resigned from the Board 
after the Board Ethics Committee found that he had knowingly vio-
lated the WMATA code of ethics. He apparently lied about his work 
on behalf of private clients and the subsequent ethics investigation 
into his self-enrichment. As troubling as his behavior was, we were 
also focused on the complete breakdown in the transparency and 
integrity of the Board’s own ethics process. So what I would like 
to understand today is what happened and how that process be-
came so dysfunctional, and how the reforms recently adopted will 
prevent similar problems from happening again. 
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Mr. Smedberg, I am going to run through some of the lapses in 
the ethics process as I understand them and then ask you to ex-
plain to the committee how the new reforms address them. First, 
there was no report or timely statement issued at the end of the 
investigation to let the public know what had transpired and how 
the Board planned to address Mr. Evans’ actions. How did this 
happen, and how did the reforms address the problem? 

Mr. SMEDBERG. Congressman, the Ethics Committee came to a 
determination, and we determined that the issue was resolved, and 
that was allowed under the current code at the time. But myself 
and other members of the committee realized that that was not 
probably good for the organization and the Board moving forward, 
and that we needed—— 

Mr. RASKIN. And not good for the public. 
Mr. SMEDBERG. Right, and the public, that we needed reform, 

and we needed greater transparency. That is why I pushed for the 
reforms and had the full support of the Board. As I said in my 
opening statement, I outlined some of the key things. I think a cou-
ple I want to highlight again, first all conflicts will be referred to 
the IG. The IG will then make a determination whether it was a 
violation or not. That written summary will be public, will be dis-
cussed by the Board and acted on by the Board in public. So that 
is, you know, direct attempts to address a lot of the concerns that 
you—— 

Mr. RASKIN. Got you. 
Mr. SMEDBERG [continuing]. and a lot of other people have had. 
Mr. RASKIN. Several of the members, including Mr. Evans, made 

false statements in public about the adjudication of the investiga-
tion and its contents. How would your reforms address and prevent 
a repeat of that? 

Mr. SMEDBERG. Again, I think having the IG report out, bring 
the report to the Board in public and having the Board discuss 
whether there was a violation or not in that written summary in 
public, I think, will help address—— 

Mr. RASKIN. Okay. And finally—I can get one more in here—the 
subject of the investigation apparently threatened and intimidated 
staff to influence the outcome of the Ethics Committee process. 
How would the reforms address something like this from hap-
pening? 

Mr. SMEDBERG. Well, I think they are, you know, again sending 
things to the IG for independent review outside of the committee 
process where staff was involved and helping organize things, I 
think, is going to go a long way. And, again, reporting out to the 
Board in public with a written summary, you know, I think, and 
that is our attempt to address that issue. 

Mr. RASKIN. I appreciate that. My time is up. Thank you, Mr. 
Chairman. 

Mr. SMEDBERG. Thank you. 
Mr. CONNOLLY. I thank the gentlemen. Mr. Grothman? 
Mr. GROTHMAN. Yes, I just have a few questions here. First of 

all, when you look at the statement, in the last two years, and this 
is for Mr. Wiedefeld. In the last two years, pension contributions 
have gone up 21 percent. I would like to ask why the big increase, 
and what type of pension plan are we giving the employees. 
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Mr. WIEDEFELD. The pension system that we have, we have two 
parts of it. One is for represented employees, meaning they are 
unionized, and non-represented employees. So the represented em-
ployees are through a CBA, collective bargaining agreement. That 
is how that has been established over decades. We negotiate that 
every so often. There are certain things that we try to get as part 
of that process, and there are certain things that the representa-
tives—— 

Mr. GROTHMAN. We only got five minutes. What is the plan? 
What are the benefits? When is the expected retirement? 

Mr. WIEDEFELD. Retirement is they basically get a portion. Like 
most pension plans, it is based on how many years you work there, 
a portion of your salary. It is multiplied out. It does allow, for in-
stance, that you can apply overtime toward that number. That is 
part of the contract. It requires the employee to contribute roughly 
three percent. That is part of the contract. So those are some of 
the—— 

Mr. GROTHMAN. And what is the benefit? What is the benefit? 
Mr. WIEDEFELD. It is a salary, in effect, a salary going forward 

based on, again, there are multipliers—— 
Mr. GROTHMAN. Yes, I know. We get a benefit here. 
Mr. CONNOLLY. Excuse me. In other words, defined benefit. 
Mr. GROTHMAN. Compute it. Tell us what it is. When is the ex-

pected retirement? What is the average payout for somebody? You 
know, it shouldn’t be that difficult. If I make $60,000 a year for 30 
years there, what is my benefit? 

Mr. WIEDEFELD. It would be about, that would be around 
$40,000, I believe, but I will get back to you with the exact number 
on that. 

Mr. GROTHMAN. How many years do you have to work to get a 
full benefit? 

Mr. WIEDEFELD. It varies. It depends. I can get you all the de-
tails of the pension plan. I don’t have all the details—— 

Mr. GROTHMAN. Okay. Well, why the 21 percent increase? What 
is the deal here? Why do we have a 21 percent increase in the—— 

Mr. WIEDEFELD. I am not sure what that is referring to. 
Mr. GROTHMAN. It says, ‘‘Pension contributions have risen over 

$32 million, a 21 percent increase since Fiscal Year 2017.’’ That 
would be in two years a 21 percent increase in pension contribu-
tions. Is that accurate or not? 

Mr. WIEDEFELD. Again, I am not sure what you are referring to, 
but I would have to followup on that. 

Mr. GROTHMAN. Well, somebody wrote it here. Okay. Recently, 
D.C. decriminalized what I think they refer to as fare evasion, 
which I take it to mean jumping these things. I ride the Metro, but 
at least somebody puts down here it costs us $36 million a year. 
Do you think that is true? 

Mr. WIEDEFELD. Our estimates are in that range, yes. 
Mr. GROTHMAN. Okay. Could you comment on giving up $36 mil-

lion? I always love riding the Metro. It is a blast. But I know some 
people don’t like to ride it or they say ‘‘you are riding the Metro.’’ 
And I suppose that is because they think it is, I don’t know, dan-
gerous or something. I think fare jumping sometimes intimidates 
people or they don’t like it. Could you comment on the idea that 
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we are decriminalizing fare evasion, which apparently causes some 
people to think that a higher number of people are going to, you 
know, jump over there and ride the train when they shouldn’t? 
Could that result in less people wanting to ride the cars, and also 
your $36 million a year, could you comment on that? 

Mr. WIEDEFELD. Yes. The decriminalization we did not support. 
It is not consistent across the region. Maryland and Virginia all 
have different ways that they deal with fare evasion. We wanted 
it consistent for our police and for our passengers, but, you know, 
the District decided that is what they wanted to do. 

Mr. GROTHMAN. Okay. It is too bad, and I am not a Congressman 
who travels abroad a lot. About 15 years ago I went to Taiwan, and 
it was such an overwhelmingly law-abiding city, and I hope we try 
to make our capital as law abiding as possible. It should be kind 
of the star jewel of the United States. Next question. As far as per-
cent of operating costs paid by fares, could you compare the Wash-
ington system to Chicago, say, or some other? We will say Chicago. 

Mr. WIEDEFELD. Sure. We are one of the highest. We recover 
roughly 42, I think it is about 42 percent out of the fare box. I 
think the average in transit systems is in the 30’s, low 30’s. 

Mr. GROTHMAN. Here it says, and maybe the people that give me 
this information aren’t right. Operating revenues only cover 22 per-
cent of the total budget. Is that accurate or they are making that 
up when they—— 

Mr. WIEDEFELD. I don’t think that is accurate. 
Mr. GROTHMAN. Okay. Okay. Well, there is my time, and thank 

you giving me an extra 10 seconds. 
Mr. CONNOLLY. Absolutely. Thank you, Mr. Grothman. At this 

time, I will enter into the record on the subject of Metro’s pensions 
an article from the Washington Post by Freddy Kunkle a year ago, 
last September, September 22, that talks about the pension issues 
at Metro. 

Without objection, so ordered. 
Mr. CONNOLLY. The gentlelady from the District of Columbia. 
Ms. NORTON. I want to thank my friend from the region, Mr. 

Connolly, again, for this very important hearing. Again, I want to 
congratulate you, Mr. Wiedefeld, for the progress that Metro has 
made under your leadership. That is what I tried to emphasize in 
my own remarks. 

I have a question for Mr. Mayer about cybersecurity. Mr. Mayer, 
I am not alone among Members of Congress who have expressed 
concerns about the purchase of Metro cars, about 800 of them, from 
China. We are concerned it would give an avenue for espionage 
into our transit system. And many of our security experts, of 
course, come to work every day to the capital on that transit sys-
tem. So, well, I guess perhaps Mr. Cherrington is who I should ask 
this question. Does the purchase of Chinese rail cars pose a secu-
rity concern to you or to anyone you know of? 

Mr. CHERRINGTON. Ms. Norton, it does pose a concern. I can’t tell 
Metro what to buy and where to buy it, but I have raised the red 
flag on particularly buying these cars from China. I would say the 
company that sells them undercuts all the competitors in the 
United States and around the world. I believe they do that for a 
reason. We issued a management alert regarding this. We believe 
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that whenever a subway system runs underneath something, par-
ticularly as critical as the Nation’s capital, the seat of power in the 
world, and all the targets here, we are concerned that it can be 
controlled by a third party or outside of the Metro system. 

We can’t guarantee that it would, but we have raised the alarm 
bells that it may, and we believe a state-owned agency that is sell-
ing it that doesn’t have the best track record for cybersecurity cer-
tainly could do that. Now, it may never happen, but we have raised 
the alarm bells. And, yes, if you ask if we are concerned, the OIG 
is concerned, yes, ma’am. 

Ms. NORTON. I appreciate that response. I do believe it is your 
professional duty to raise those concerns, and I do want you to 
know that Congress is hearing those concerns. Do you plan to audit 
or investigate this planned purchase? 

Mr. CHERRINGTON. Yes, ma’am. We audit all of the major pur-
chases anyway. We are looking at overhead costs, the contractings 
that are in the contract. We also made a recommendation to the 
general manager, which he accepted, to make sure that cybersecu-
rity provisions are in the procurements before they are even let out 
so that we are protected that way. But, yes, that is something that 
we are going to be tracking closely, whatever the general manager 
decides to do. 

Ms. NORTON. How about you, Mr. Smedberg? Do you or other 
Board members have concerns about the purchase of Chinese rail 
cars for a system here in the Nation’s capital? 

Mr. SMEDBERG. We had been briefed—— 
Ms. NORTON. Would you please turn on your mic? 
Mr. SMEDBERG. I am sorry, Congresswoman. We had been 

briefed, but this is an active procurement, and the Board has dele-
gated the authority to the general manager in this regard. You 
know, we have confidence in he and his senior team who are lead-
ing this effort. 

Ms. NORTON. Thank you. I am pleased that all of you are alerted 
to the possible risks posed. Mr. Mayer, I note that there have been 
a number of corrective actions—101, that is a lot—when you inher-
ited from FTA the safety commission that has been a major con-
cern here in the Congress, and you closed 39. You had worked on 
32. But I have got to note the Farragut West train collision on Oc-
tober 7, so recently. Have you prioritized that? You had not gotten 
to that matter. Have you prioritized this among your remaining 
corrective action plans? 

Mr. MAYER. Our focus has been on assessing each of the correc-
tive actions, ensuring that the deliverables are well understood by 
both parties, and also working with WMATA to set reasonable 
timelines for the completion of each of the CAPs. 

Ms. NORTON. Well, suppose an accident—I just talked about 
one—occurs. Does that cause you to change your priorities? 

Mr. MAYER. I asked my staff on the day after the accident to 
take a look at the entire body of CAPs to identify any CAPs in the 
list that could prevent train-to-train collisions. That work is ongo-
ing, and we will report out on it in a couple of weeks at our next 
public meeting. 
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Ms. NORTON. Well, I wish you would get back to us on any prior-
ities you make when there are accidents or incidents on the system 
as you go about your work. And I thank the gentleman for—— 

Mr. CONNOLLY. I thank the gentlelady and thank her for her 
leadership. Is Mr. Sarbanes coming back? In his absence, the chair 
is happy to call on the gentlelady from Virginia, 10th District, Ms. 
Wexton. Welcome. 

Ms. WEXTON. Thank you, Mr. Chairman. Thank you for yielding 
and for inviting me to participate in this hearing. I feel like I am 
back on the Northern Virginia Transportation Commission where 
I served for five years when I was in the state legislature. I was 
glad to hear you bring up the dedicated funding for state for good 
repair and maintenance, which was a long time coming obviously. 
I was very proud to vote for that as well as the safety commission. 

Metro is vital to the success and growth of Northern Virginia and 
the daily operation of the Federal Government. Silver Line Phase 
1 has already given my constituents who live in and around Tysons 
Corner, McLean, and Reston access to Metro. And once Phase 2 is 
completed, constituents in my home of Loudoun County will have 
easy access to the District, and D.C. residents will find it easier 
than ever to travel to Dulles Airport or job centers in Northern Vir-
ginia. But despite this great potential, as we have discussed here 
today, the Silver Line faces many current and future challenges 
that need to be addressed in order to ensure that Metro is safe, re-
liable, built to last, and affordable and accessible to all. 

Now, with regard to that affordability, there have been reports 
of potential fare increases being considered in the near future. 
Given that WMATA factors mileage into its fare schedule and that 
those riders who are boarding the system at Wiehle and traveling 
into D.C. are already paying the maximum fare, Mr. Wiedefeld and 
Mr. Smedberg, can you tell me, A, if fare increases are being con-
sidered, and if they are, what impact do you think that would have 
on the maximum fare for those folks who are traveling on Phase 
2 of Silver Line? 

Mr. WIEDEFELD. The Board does have a policy of visiting fare in-
creases every two years. We have not done one for more than pe-
riod, so obviously every year when we prepare the budget, we look 
at that. And whether or not we would then also adjust the CAP 
would be another issue associated with that. Our biggest focus, 
though, is getting people to use the SmartTrip cards and providing 
a discount for that even if we were to increase fares because that 
is really the best way to use the system for us, both operationally 
and efficiency wise, rather than collecting lots of dollars if every-
one, more people get to use the Smart Card. So we tend to give 
benefits for people that do that. So as we explore our budget for 
next year, that is one of the things we will be considering so it 
doesn’t penalize people for using the system. The more you use the 
system, the more of a discount, in effect, that you get. 

Ms. WEXTON. Very good. Now, has WMATA considered other rev-
enue sources, such as advertising or new parking passes or things 
like that as a way to not have to increase fares? 

Mr. WIEDEFELD. We do. Under the three-percent subsidy cap, the 
current budget year we have to come up internally, in effect, with 
$37 million. So that is exactly what we are looking at is obviously 
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more efficiencies and then also ways to generate revenue, non-fare 
revenue. So it is advertising. Quite a bit there. Potential naming 
rights, things of that sort. And then just thinking out of the box 
in total about joint development is obviously another avenue for us 
as we do that. So all those things are the things that we have in 
the works, and I believe you will see more of that in the very near 
future. 

Ms. WEXTON. Very good. Thank you. 
Mr. SMEDBERG. And, Congresswoman, just what the general 

manager said. You know, the Board is supportive given the cap, 
the three-percent cap, you know, looking at innovative ways to 
bring new revenue in in addition to bringing in new riders. The Sil-
ver Line Phase 2 is obviously going to be important to that ulti-
mately, but just continuing the improvements and safety and reli-
ability of the system, the customer experience, bringing riders back 
in is also part of that formula as well. 

Ms. WEXTON. Thank you very much. And, Mr. Cherrington, I 
want to draw your attention to your two management alerts, one 
from August 16, 2019, having to do with the results for core testing 
of concrete panels, and the other from August 19, 2019, having to 
do with the track ballast at the railyard. In these management 
alerts, you brought up that you had some recommendations, and 
that you were recommending that WMATA not accept either the 
railyard or the concrete panels at the above-ground stations unless 
and until everything was fixed. What confidence do you have that 
MWAA and Capital Rail constructors and the other contractors are 
doing what they are supposed to be doing since that time? 

Mr. CHERRINGTON. Congresswoman, we issued the two manage-
ment alerts to provide to the general manager. He asked us to look 
at this back in August 2018, to conduct an independent review not 
only of the concrete but also of any other issues we found. Those 
were two that we found. We immediately notified the general man-
ager. 

Our experts’ report should be out within a couple of months, with 
the final recommendations on what we should or should not do. 
That means if this spray actually penetrated the concrete and if it 
can hold, and all subsequent spraying of that maintenance over the 
years, how that is going to take place, how much it is going to cost, 
and also if the ballast can be recondition and if it has been safety 
utilized. 

So we hope to have our final report out with the recommenda-
tions, like I said, within hopefully less than two months, depending 
on any unforeseen events. 

Ms. WEXTON. Well, thank you. I just would caution WMATA 
against accepting the project without assurance that it really is 
built to last, because even if we take some money now and put it 
an escrow account there is no guarantee that the subcontractors 
and contractors will be around when we need to take advantage of 
that. 

Mr. CHERRINGTON. We understand completely. Thank you, 
ma’am. 

Ms. WEXTON. Thank you. 
Mr. CONNOLLY. The chair heartily agrees with the gentlelady. 

We must—we can’t allow that. 
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Ms. WEXTON. Thank you. 
Mr. CONNOLLY. Thank you for bringing that up. 
The gentleman from Maryland, Mr. Sarbanes. 
Mr. SARBANES. Yes, thank you, Mr. Chairman, and I want to 

thank all of you for coming today and giving us this update on the 
progress that WMATA is making. I think in many respects, at a 
time when we are seeing these nationwide decreases in the use of 
public transit, you all managed to flip the script. And I know in 
some ways that is just about getting back to an earlier baseline. 
But to be able to do that in the face of these trends, I think, is very 
commendable. 

Mr. Wiedefeld, you had said that for the first eight months of 
2019 Metrorail provided 2 million more trips compared to the same 
period last year, this in spite of the fact that we had a shutdown 
of the Federal Government and we had a summer shutdown of 
service south of Reagan National Airport. So that is a very com-
mendable achievement. 

One of the phrases, actually, that Elijah Cummings used all the 
time was that we should be effective and efficient. That was his fa-
vorite phrase. Probably in the context of this hearing and some of 
the testimony we have gotten he would say an ethical, ‘‘effective, 
efficient, and ethical.’’ I think that WMATA is leaning into all of 
those attributes as an organization right now. 

But Mr. Wiedefeld, speak to both the—my sense, and maybe you 
can just expand on this, is that the increased favorability, trust, 
whatever it is that is the best way to describe how people view— 
how the riders view the system, that the gains you have made 
there are a combination of real improvements, and if you would 
like to speak to some of those I encourage you to emphasize that 
again. 

But also, the candor with which you have pursued things, be-
cause I think that just the way a dog can smell fear, a commuter 
can smell when they feel like they are not being leveled with, in 
terms of safety issues, in terms of how long something is going to 
take to get done. 

And just the mere fact of trying to be transparent, calling it like 
it is, saying to people, ‘‘Well, if we are going to do X it means we 
are going to have to suffer Y for a certain period of time, but X ap-
pears to be something you value so we are going to go do that, and 
it is going to hurt.’’ Just that, in and of itself, has helped to im-
prove the image of WMATA. I credit you with a lot of that, because 
I have seen the work you have done wearing other hats in the past. 

But talk, if you would, to that in particular, that idea of being 
candid, being transparent, being as honest as you possibly can, 
every single day, with the challenges that are faced. Because we 
have found it refreshing, in terms of the way you have come and 
presented, but I imagine that your riders are finding it refreshing 
as well. It is a tough standard to stick with every single day. So 
you add a burden to your job description when you invite that but 
I think it makes a huge difference. 

Mr. WIEDEFELD. Thank you, Congressman. One of the biggest 
things that we did as an agency, literally from the ground up, was 
that we put safety above service, and we believed it. So what you 
have seen play out is that we make decisions based on that first, 
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and to be frank, that is not historically what we were doing, be-
cause of the pressures to put service out there, whether it was put-
ting service out there that shouldn’t be put out, whether it is put-
ting out hours of service at the expense of maintenance and safety. 
And I think, unfortunately, we had gotten to a point where we had 
lost the credibility in the community, and we had to focus on re-
building that credibility by doing what we said we were going to 
do. 

It is painful. The hours is one example of that. The platform 
work, where we had to shut down platforms. We do—we are con-
stantly communicating with our customers. We did focus groups 
when we started the Back to Good initiative, and we took some 
heat for calling it Back to Good versus Back to Great, or something 
else. But literally they said to us, ‘‘Do not tell us that, because we 
know what this system was. We lived it for 20, 30 years, where 
there were no issues. And we have seen it decline. So don’t tell us 
that you are going to get back there because we know you are not 
going to get there. Get us back to good.’’ So that terminology lit-
erally came from our customers. 

So we want to keep that. You know, it is something that we have 
to constantly remind ourselves that the customers have a certain 
view and that is what we should be focusing on. It is not my view. 
It is not necessarily other pressures that we get. But what does the 
customer really want? They want it safe and they want it reliable, 
and that is what we continue to focus on. 

Mr. SARBANES. Well, if I had a choice between a slow that said 
‘‘Make WMATA Great Again’’ or ‘‘Wait and Make WMATA Good 
Again,’’ I would choose the latter. 

I yield back. 
Mr. CONNOLLY. I thank the gentleman, and I have got to say, 

maybe that is a catchy phrase. It is reminiscent of Garrison 
Keillor’s Lake Wobegon days, where the local grocery was called 
Ralph’s Pretty Good Grocery. I don’t think we want to settle for 
that. We will get back to good but we want to get to excellent. 

I want to ask a series of rapid-fire questions for the record, and 
I thank you, Mr. Sarbanes, for joining us today. 

Let me begin with maybe the easiest. Mr. Smedberg, what is the 
position of the Metro Board with respect to the MAIA legislation 
I described, that now has the unanimous support of the National 
Capital Region Delegation? 

Mr. SMEDBERG. We support the bill 2520. 
Mr. CONNOLLY. Excellent answer. Would it make a difference 

getting the Federal Government—two, among others, but, well, 
maybe three things new in that bill. One is to power the IG and 
give him some money out of the operating subsidy we provide. 
Good thing? 

Mr. SMEDBERG. Good thing. 
Mr. CONNOLLY. We also provide an additional pot of capital fund-

ing, contingent inter alia on safety certification measures. Would 
that also be a helpful thing, from your point of view, over and 
above the basic $150 million PRIIA funding? 

Mr. SMEDBERG. That would be a good thing. 
Mr. CONNOLLY. Another good thing. And then just the general 

concept of the Federal Government finally stepping up and pro-
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viding some subsidy, operating subsidy for the first time. Any 
views on that? 

Mr. SMEDBERG. That would not only be a good thing, that would 
be a great thing. 

Mr. CONNOLLY. Great thing. Getting from good to great there, 
Mr. Wiedefeld. Okay. 

Well, thank you, because we need to know that we do have 
Metro—the local support for this bill moving forward, if we are 
going to make a case. But I personally have long believed, as a 
local official, the Federal Government is a free rider. It doesn’t pro-
vide operating subsidies and everyone else has to basically under-
write Federal employees using metro. 

Mr. SMEDBERG. And as you know, Mr. Chairman, in Virginia, in 
particular, the localities are the ones that pick up the lion’s 
share—— 

Mr. CONNOLLY. Exactly. 
Mr. SMEDBERG [continuing]. as you are well aware. 
Mr. CONNOLLY. Unlike Maryland. 
Mr. SMEDBERG. And having the Federal piece there is vitally im-

portant for, so the general manager, his team, can really continue 
the safety, reliability, and the maintenance issues. 

Mr. CONNOLLY. Exactly. Now let me you, Mr. Smedberg, and you, 
Mr. Cherrington, just some quick questions of Mr. Evans. We can’t 
ignore this subject. It seems to me—and I think to my colleagues 
on both sides of the aisle, l’affaire Evans, as chairman of the Metro 
Board, really revealed some weaknesses in internal governance. No 
checks and balances on ethical behavior, no commitment to trans-
parency, in terms of an investigation in the findings, no clear dis-
ciplinary measures in place when an ethical infraction is found. 

In this case we had a situation where, from the beginning, the 
process was flawed, not documented, not carefully recorded and re-
ported. There were lies about what the report did and did not find, 
and initially he was cleared. There was nothing—not true. There 
was another member of the Metro Board, also from D.C., who de-
cided his role was to be protector of the gentleman accused of eth-
ical violations. And really, there were no automatic penalties. Ulti-
mately the gentleman under pressure resigned. 

But that suggests to me a system that is woefully inadequate, in 
terms of self-policing, and what goes wrong with that is loss of con-
fidence. We don’t need that right now, especially up here, where, 
you know, Ms. Norton and I and Ms. Wexton and others are trying 
to build support among our colleagues for why this Metro system 
is different. It needs the full support of the Federal Government. 
That incident didn’t help anything. It is more than tell me it has 
gotten better. Specifically, is my delineation of what happened a 
fair account, Mr. Cherrington, and are you, as the IG, confident 
that measures are now in place that that couldn’t happen again? 

Mr. CHERRINGTON. Yes, Mr. Chairman, and, yes, we are con-
fident. 

Mr. CONNOLLY. Very good. Thank you very much. Do you want 
to expand? 

Mr. CHERRINGTON. Sir? 
Mr. CONNOLLY. Do you want to expand on, well, like what? Why 

should we be confident? 
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Mr. CHERRINGTON. Because we believe the OIG can objectively 
and independently conduct any ethical investigations of Mr. Evans 
or any in the future, and we can also trace back and look at any 
policies from the past or in the future. 

Mr. CONNOLLY. But that is your office. What about the—wasn’t 
there like an ethics committee, Mr. Smedberg—— 

Mr. SMEDBERG. Yes. 
Mr. CONNOLLY [continuing]. of the board? 
Mr. SMEDBERG. Yes, Mr. Chairman. 
Mr. CONNOLLY. And it completely fell down on the job, didn’t it? 
Mr. SMEDBERG. Well, I am not sure we completely fell down on 

the ground. We did do an expedited review. We had findings. As 
a committee we came together on consensus on one of the findings. 
But we did realize, as you have highlighted in some of your com-
ments there, that there were deficiencies in the process, and we 
admit that and accept that. And the effort over the summer, work-
ing with the general counsel and others, we reviewed what other 
systems do in the ethics area, and we looked for best practices. The 
reforms that we put together and brought forward to the board and 
that were ultimately approved we think are going to set a very 
high standard for us in terms of accountability, transparency. 

In addition to what is outlined, the ethics forms that we fill out 
annually have been changed, are more specific in nature. Getting 
rid of any definition of actual versus apparent conflict, erasing 
that, including household members, the definition of household 
members. 

Mr. CONNOLLY. Let me ask you, Mr. Smedberg, is there a provi-
sion now so that if there are serious charges like that against a 
member of the board that member of the board, without prejudice, 
steps aside pending adjudication of those charges? 

Mr. SMEDBERG. Yes. There would be—that person would step 
aside if he or she would—— 

Mr. CONNOLLY. Which is not what happened in the Evans case. 
Correct? 

Mr. SMEDBERG. Correct. 
Mr. CONNOLLY. All right. Is that new? Is that provision new? 
Mr. SMEDBERG. Well, there would be—well, that was already in 

the code. There was no real specific, as to what happens in that 
regard. We would certainly be open to—you know, they would—we 
assume they are going to step aside during any ethics investiga-
tion. The current code does not prevent them from participating in 
other board-related matters, but as it relates to the specific ethics 
review or violation, or potential violation, that person would step 
aside, or would recuse themselves. 

Mr. CONNOLLY. I guess I want to be reassured that, God forbid, 
but if be the chairman of the board, for the sake of the organization 
that chairman steps aside pending adjudication of the issues. 

Mr. SMEDBERG. Yes. I mean, we would be open to, you know, ex-
ploring that option, in a broader context, not just the review of the 
ethics committee. 

Mr. CONNOLLY. Yes. I highly commend it to you, because yours 
is not just one audience. 

Mr. SMEDBERG. Right. 



24 

Mr. CONNOLLY. It just is essential that the person we are dealing 
with, you know, be above reproach. 

Mr. SMEDBERG. Understand. 
Mr. CONNOLLY. And let me ask you, Mr. Cherrington, while we 

are talking about this, you have been the IG since 2017. 
Mr. CHERRINGTON. Yes, sir. 
Mr. CONNOLLY. Have you seen improvements in WMATA with 

respect to your office and how you interact with management and 
the board? 

Mr. CHERRINGTON. Well, I have always had good interaction with 
board and with Mr. Wiedefeld, so as far as personalities and get-
ting along, that has never been a problem. So to say has that im-
proved? I would say it still remains very good. 

As far as practice and procedures, policies, of things that we have 
audited or investigations we have had that followed up on, to my 
understanding the last 2 1/2 years Metro management has accept-
ed all of the recommendations that we have made. There have been 
a lot of policy changes based on that. There has been a lot of posi-
tive change. So short answer, yes, Mr. Chairman. 

Mr. CONNOLLY. Okay. You have adequate resources with which 
to conduct your work. 

Mr. CHERRINGTON. Yes, sir. We do now, because of the relation-
ship we have, but that needs to be institutionalized, in Federal law 
or otherwise. It needs to be sound in Federal law so that my suc-
cessors and so the future—so if there a change of board manage-
ment, change of Metro management, they can’t make policy 
changes. 

Mr. CONNOLLY. Well, as you know, in the MAIA bill that the re-
gional delegation unanimously supports, we have designed $10 mil-
lion of the $50 operating subsidy for your office, to address the very 
point you make. 

Mr. CHERRINGTON. Yes, sir, and we appreciate the support. 
Mr. CONNOLLY. Okay. Mr. Mayer, a final line of questioning on 

safety, for the record again. First of all, do you agree that if people 
are discovered to have falsified safety records, whose job it is to in-
spect safety, that they are a—they are disqualified from employ-
ment at Metro, or ought to be? 

Mr. MAYER. I don’t want to give a weasel-y answer because obvi-
ously Metro has got to be responsible for its own H.R. responsibil-
ities. If employees are properly trained and they know how to do 
the job and they are willfully disregarding it, then there has to be 
accountability. 

Mr. CONNOLLY. Hm. It sounds bureaucratic. I mean, account-
ability—like what? 

Mr. MAYER. Oh, I would agree with it. 
Mr. CONNOLLY. I mean, we have had deaths on the system. 
Mr. MAYER. If someone is properly trained and willfully dis-

regards procedures and it leads to something like that, absolutely, 
they should not be working at Metro. 

Mr. CONNOLLY. So you would back Mr. Wiedefeld in seeking dis-
ciplinary action against such individuals. 

Mr. MAYER. Yes, I would. 
Mr. CONNOLLY. Without prejudging. 
Mr. MAYER. Yes. 
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Mr. CONNOLLY. But, I mean, if it is clear—we have the evidence. 
Mr. Wiedefeld had the intestinal fortitude to try—— 

Mr. MAYER. Oh, absolutely. 
Mr. CONNOLLY [continuing]. to deal with that so that we weed 

that out and we set a standard that says you can’t do that. 
Mr. MAYER. Absolutely. I don’t mean to appear—— 
Mr. CONNOLLY. Okay. 
Mr. MAYER [continuing]. I—— 
Mr. CONNOLLY. Because I think the public needs that reassur-

ance. 
Mr. MAYER. Absolutely. And I support him on that. Generally 

speaking, discipline is not something that is in the lane of safety. 
Mr. CONNOLLY. Okay. Did you look at the October 7 incident, in 

which two Metro trains collided? 
Mr. MAYER. Yes. My staff and I were onsite during that Monday 

morning. We have—are working with Metro. The investigation is 
ongoing. The day after the accident I called for an engineering 
summit to be held. That was held Thursday of last week. I am very 
appreciative to the number of WMATA staff that came. We had a 
very candid discussion about some of the CAPs that exist, some of 
the engineering approaches, and we are working now to digest that 
information. And, of course, Metro is investigating the accident 
under our overall oversight. 

Mr. CONNOLLY. There were printed reports that the cause of the 
accident was human, that it wasn’t due to some electrical failure 
or, you know, signal failure. It actually was a human failure. Can 
you confirm that? 

Mr. MAYER. Well, you know, human factors are a factor in most 
every accident, at some level. The trains in the Metro system are 
currently in manual operation, so if a train is going to move it 
must be under the operator’s command. So, yes, I don’t want to get 
into trying to blame a particular operator or a particular action, be-
cause I am interested in systemic fixes and systemic solutions. 

But, yes, human factors are very active in the investigation. 
Mr. CONNOLLY. Well, let me just say, Dr. Mayer, in a system that 

is trying to recover ridership, and that has lost a lot of ridership 
because of loss of confidence, in safety, No. 1, reliability, No. 2, I 
just think—I would commend to you, speaking a little bit more 
forthrightly and directly, I don’t know that the public would under-
stand your last answer. But the public needs to, and we need to 
either tell them, ‘‘You know, we can’t give you a good answer,’’ or 
give them a reassuring answer. But it has got to be forthright so 
that people know the system is or is not safe. 

I don’t want to think I take my life in my hands every time I 
take a Metro ride, and we have got some—we have had deaths in 
the system. 

Mr. MAYER. Absolutely. 
Mr. CONNOLLY. This is not a theoretical question. 
Mr. MAYER. We share your value of transparency. We will be 

transparent. 
Mr. CONNOLLY. Well, I would urge you to speak transparently. 
Mr. MAYER. I will do my very best, sir. 
Mr. CONNOLLY. Thank you, because I think the public is counting 

on you, and we are counting on you. 
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Mr. MAYER. Your words mean a great deal and we will take 
them to heart. 

Mr. CONNOLLY. Okay. I see my good friend from Maryland, Mr. 
Trone, has arrived, and the chair now recognizes Mr. Trone for five 
minutes of questioning. 

Mr. TRONE. Thank you, Mr. Chairman. Good afternoon. One hun-
dred seventy-four million riders. Wow. I mean, it is local riders but 
it is also tourists. I mean, you guys are the face of our Nation’s 
Capital, and it is really important that it is not just the stations 
and the rail cars, but the real face is the team, the people—the 
workers, the management, et cetera. 

So there have been a number of issues regarding that face, that 
faces our customer-facing area. So, Mr. Wiedefeld, what steps have 
you done to improve service? Let’s talk about that a while. 

Mr. WIEDEFELD. In terms of service or—— 
Mr. TRONE. Customer service. 
Mr. WIEDEFELD [continuing]. customer service. Yes. First and 

foremost, I think we have to recognize what our employees—they 
do a tremendous job, the vast majority of them, on customer serv-
ice, to the point where they literally save people’s lives. They put 
themselves in danger to do that. That happens on a regular basis, 
and just recently it happened several times in the last month, or 
the last two months. So I have to commend our workers, because 
they do that every day. 

When we don’t have workers that do not perform to that we basi-
cally direct them, this is the way—what is expected of you, and if 
not then we go down a path that they do not belong with us. They 
have chosen not to bind to our culture of customer service and that 
this probably isn’t the place for them. So we continue to do that. 

We are working very closely—as you can imagine, we have very 
work force, from a representative work force. We are working very 
closely with leadership in the union area to work through all types 
of issues. One of the biggest issues that our bus operators have is 
just some of the issues they deal with, day to day, in some of the 
communities they serve, how they are treated, and get them to ba-
sically not take the bait. Right? They are not there to do that. They 
are there to serve the community. And things of that sort. We 
reach out to the community itself, to have them respect our opera-
tors, particular the face-to-face instances. 

So there are a number of things like that. But, you know, they 
are professionals, and we want to treat them like professionals, but 
then we expect them to act like professionals and perform like pro-
fessionals. So it is a two-way street to get better customer service. 

Mr. TRONE. So how many total workers do you have in the sys-
tem, full-time equivalents? 

Mr. WIEDEFELD. 12,000. 
Mr. TRONE. And in the last 12 months, how many of those were 

terminated for customer service issues? 
Mr. WIEDEFELD. I don’t know specifically for customer service, 

but we have certain rules that they break them. It averages around 
3 percent, in that range, if I recall. 

Mr. TRONE. Three percent for termination, for—— 
Mr. WIEDEFELD. For termination, on an ongoing basis, for things 

that occur. 
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Mr. TRONE. How many different mistakes do they have to make 
before they are actually terminated? 

Mr. WIEDEFELD. It varies. There are certain things we call car-
dinal rules. If you break them, that is it. You are done. So we have 
a series of those. But we obviously have a process we have to go 
through, but if you break a cardinal rule that is something that im-
mediately occurs. 

Mr. TRONE. So that speaks to the standards. What are some of 
the other—what are some of the key standards that you have, 
these cardinal rules? 

Mr. WIEDEFELD. You cannot lie to us, for instance, when we have 
an investigation. We need to know the truth right away, and that 
is one of our major cardinal rules. Obviously you can’t use a phone. 
You can’t obviously come in—you know, you can’t do certain things, 
obviously, with alcohol. All those types of things are immediate 
things. There are certain things that you just cannot do that if they 
are—they are primarily safety related. Anything that puts yourself 
and/or other employees or customers at danger is immediate. 

Mr. TRONE. Is there anything that is purely service related, how 
we talk and face our customer and deal with our customer—— 

Mr. WIEDEFELD. Not an immediate—— 
Mr. TRONE [continuing]. with respect and dignity? 
Mr. WIEDEFELD. Not an immediate firing for something like that, 

but basically you do, in effect, collect points for something like that, 
and that would be something we would deal with as well. 

Mr. TRONE. Okay. GAO reported, in September 2018, that 
WMATA implemented two employee performance management sys-
tems, but these systems lack key elements of effectively design sys-
tems, and that WMATA has failed to implement comprehensive 
policies and procedures for its performance management system. 
And the example was that GAO reviewed 50 performance evalua-
tions, and 20 percent—that is a pretty big number—20 percent in-
cluded scoring errors where the rating was completely inconsistent 
with the supporting review. 

GAO reported three recommendations and all of them are still 
open. Where are we at there? 

Mr. WIEDEFELD. We have automated that entire process. We ba-
sically put in that any salary increase that someone would be eligi-
ble for is dependent upon basically submitting that performance 
plan, that basically is monitored on a regular basis throughout the 
year, and then that becomes, basically, the benchmark upon any 
salary adjustment that you might have. So it was both automated 
and made real in terms of salary adjustments. 

Mr. TRONE. What I worry about is that ensuring that the per-
formance management actually is not just simply a check-the-box 
type thing, and that the Metrorail employees get legitimate reviews 
and document success and deficiencies. You know, I come out of the 
business world and I had like 7,000 team member in my company. 
What is the most important day for any team member is the day 
of your annual review. And you should be celebrated to talk about 
the things that are excellent, that you have done, and lots of atta- 
boys, but we also have to be just honest, not critical but honest 
about where we had some—we could do better. But a check-the-box 
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destroys the entire system. And then there is no possibility for the 
organization to rise in customer service. 

Mr. WIEDEFELD. I agree, and that is why we changed it, the 
things that we put in place. 

One of the things we have done is historically, in a lot of govern-
ment jobs, everyone gets the same sort of raise, the reality is. We 
changed that. Basically, we give each manager a pool of dollars, 
and basically that pool then is—so if you have someone who is 
here, here, and here, you have to choose. So if someone needs work, 
they need to get to work, their salary is going to reflect that, their 
adjustment. If someone is in the middle, that is fine. But to get at 
a higher end you have to show that. 

So again, it is just not a blanket, everyone gets two percent or 
something like that. We have changed that way of thinking, again, 
to drive home what is it that your goals are for the year and are 
you achieving them? That is going to drive what you get, in terms 
of a salary adjustment. 

Mr. TRONE. So what is the average salary adjustment, percent-
age-wise, with that system? 

Mr. CONNOLLY. You may answer the question, but the gentle-
man’s time has expired. 

Mr. WIEDEFELD. About 2 1/2 percent, in that range. 
Mr. TRONE. Thank you. 
Mr. CONNOLLY. Would the gentleman yield for a question? 
Mr. TRONE. Yes. 
Mr. CONNOLLY. You come from a business background. 
Mr. TRONE. Yes, sir. 
Mr. CONNOLLY. How important is customer service to the success 

of the enterprise? 
Mr. TRONE. It is everything. I mean, we measure our customer 

service in my company. We have 200-and-some stores. We literally 
measure it every single month, and that helps drive the team mem-
bers’ bonus systems. So the store management team, it is not just 
EBITDA but it is how we take care of the customer. That is how 
we live and die. You know, price—anybody can compete on price. 
You can compete on selection. But it is customer service that is the 
key. 

Mr. CONNOLLY. In retail business, my understand is something 
like this, that the average happy customer tells six people about 
that experience, positive experience, but the average unhappy cus-
tomer tells like 20. 

Mr. TRONE. They tell everybody. 
Mr. CONNOLLY. Yes. 
Mr. TRONE. Sure. 
Mr. CONNOLLY. So, obviously, the name of the game is to have 

a lot more happy customers, because it is harder to buildup that 
goodwill, and the more you have unhappy customers, the more by 
word-of-mouth, the enterprise suffers, people don’t want to use it. 

Mr. TRONE. We use something called an NPS, a Net Promoter 
Score, and it is how much your customer is willing to promote your 
business. So we will rank ourselves with, you know, Trader Joe’s, 
and Walmart will be at the bottom. And someone like Trader Joe’s 
will be at the top. 
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Mr. CONNOLLY. So I couldn’t agree more with my friend, and I 
know Mr. Wiedefeld knows, I have talked about it, and I have 
talked about what had crept up as becoming a culture of medioc-
rity, and with respect to customer services, sometimes indifference. 
And not everybody. Some people are very dedicated to their mis-
sion. They wake up every morning and whistle while they work. 
But not enough of them. 

I think it has a lot to do with the enterprise. We are dealing with 
fundamentals like safety, but if you want to bring back ridership 
and rebuild confidence, I have got to know that I am dealing with 
a friendly work force that cares about me as a passenger, and, by 
the way, is trained in safety procedures so that when something 
goes wrong, the conductor or somebody on that train knows what 
to do, besides telling people, ‘‘I don’t know what to do.’’ And all too 
often, in safety incidents, frankly, the feedback we get from citizens 
or riders is that some of the Metro personnel were of no help at 
all, and we can’t have that either. They have got to see themselves 
as a resource in the event of something emergent. 

So I thank my friend for bringing it up, because I think we have 
got to focus on that as something that is key to revitalizing and op-
timizing the comeback we are seeing. There are a lot of hopeful 
signs, not least because, you know, management has paid atten-
tion. But there is a long way to go in the area of customer service. 
I thank my friend for pointing it out. 

With that I—oh, I ask unanimous consent that Mr. Hoyer’s, the 
Majority Leader, full statement be entered into the hearing record. 
Without objection, so ordered. 

Mr. CONNOLLY. I want to thank our witnesses for their time 
today. Without objection, all members will have five legislative 
days within which to submit additional written questions, if they 
choose, for the witnesses, to go through the chair, which will be for-
warded to the witnesses for their response. And I would ask all of 
our witnesses in the event that you get such questions that you re-
spond as expeditiously as you possibly can. 

With that we are—what? 
Without objection, Mr. Trone has been recognized to participate 

in this hearing, after the fact. So ordered. 
We are adjourned. 
[Whereupon, at 3:42 p.m., the subcommittee was adjourned.] 
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